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GENERAL

Name ServiceCenter® 6.x Service Desk Training Manual

The main function of ServiceCenter6.x® is incident management through the use
of “tickets”. The solution is applicable to all existing ServiceCenter6.x users,
including Northrop Grumman employees working under contract with VITA, and all
VITA system users. The new design of ServiceCenter6.x will help streamline the
VITA incident management process through best practices use of ticket handling,
as well as automating many current manual processes. Through automation, the
advantage will be faster and overall process efficiency improvements. The new
ServiceCenter6.x system will produce reports from a single database that provide
a more comprehensive view of support needs and accomplishments. The
ServiceCenter6.x database will contain incident and service request ticket data,
details, and user information.

Description

The purpose of this training manual is to train users on ServiceCenter® v.6.x

Purpose functionality.

Document Owner VCCC Helpdesk Owner Org CSL

VERSION HISTORY

Version Date Author Template Change Summary

1.0 2006/12/14 Calvin Clark VITA-TEMP-0002 | Initial release.

1.1 2007/03/01 Calvin Clark VITA-TEMP-0002 | Update the Resolve, Close
and Edit Contact process.
Replaced CSLG with CSL and
CESD with VCCC Helpdesk.
Changed document number.
1.2 2007/03/22 Calvin Clark VITA-TEMP-002 Replaced all references to
Peregrine ServiceCenter 6.1
to ServiceCenter 6.x. Added
CSA Notification Process, Tips
to Remember and Images
and lIcons.

1.0 2007/04/04 Calvin Clark VITA-TEMP-002 Document moved to Final
version.
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Overview

The main function of ServiceCenter6.x® is incident management through the use of ServiceCenter6.x
“tickets”. The solution is applicable to all existing ServiceCenter6.x users, including Northrop
Grumman employees working under contract with VITA, and all VITA system users. The new design
of ServiceCenter6.x will help streamline the VITA incident management process through best
practices use of ticket handling, as well as automating many current manual processes. Through
automation, the advantage will be faster and overall process efficiency improvements. The new
ServiceCenter6.x system will produce reports from a single database that provide a more
comprehensive view of support needs and accomplishments. The ServiceCenter6.x database will
contain incident and service request ticket data, details, and user information.

Utilizing Best Practice methods, ServiceCenter6.x® is a comprehensive and fully integrated IT service
management tool that enables VITA to improve service levels, balance resources and control cost.
ServiceCenter6.x® with embedded ITIL-based best practices quickly deploys consistent, integrated
work processes across every part of the VITA organization.

Purpose

The purpose of this training manual is to train users on ServiceCenter® v.6.x functionality. Through
the information in this training manual you will see how to navigate and perform incident
management tasks through the new version. You will become aware of the new features, added
functionality, and incorporated enhancements as they relate to ServiceCenter® v.6.x.

ServiceCenter® v.6.1 has a Web client as well. Throughout the document we will show you the web
screens if they are different from the client version.
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Document Conventions
Document Bold Used for emphasis, commands, options, switches, and
Conventions literal portions of syntax that must appear exactly as
shown.
Italic Used for field names, file names, variables, and

placeholders that represent the type of text required.

e
Vad

NoTE Used for clarification and helpful hints.

L3 Used to alert the user of a potential problem or gives
critical information.

o Used to designate the beginning of a set of step-by step
' instructions.

Sources of Help | All questions, access requests, or problems associated with
ServiceCenter6.x should be directed to the Vccc Service Desk at
1-866-637-8482 or 804-786-3932.

CBT: http://www.vita.virginia.gov/itTrain/vcccCbt/vcecCbt.cfm

The Live site will be available on the Go Live Release date, see
respective managers for release date.

Access to Production (Live) site:
https://servicecenter.it.northropgrumman.com/sc
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Lesson 1: Logging in to ServiceCenter6.x®
Windows Client (Only)

1. To login to ServiceCenter® v.6.x launch ServiceCenter Windows Client.

2. Go to Start > Programs > ServiceCenter Client.

shortcut. To do this go to Start > Programs > ServiceCenter Client and right click on
ServiceCenter Client. You will then be given various options. Click on Create
Shortcut. You will then see a second ServiceCenter in the dropdown. Simply drag this
to your desktop.

m To place the ServiceCenter icon on your desktop for future use simply create a
NOTE

At this point you are now able to login.
3. Click File > Connect = Connections.

4. Type your user name and password. The user name is based on your email profile setup by your
system administrator.
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5. Click Connect to log into ServiceCenter6.x®.

n Peregrine ServiceCenter

File Edit Window Help

=l8lx]

The password length must be between 8-20 characters it allows, alpha, numeric, and special characters

B x
By -~ Create, manage, and use connections
rc — @ Server name cannat be empty
[
e Configurations: Name: ITMS-Prnductmn
L_G EI} Connections
B zzwfconhguratmn g Connectionl Advancedl
m;:gﬁo‘guction  Use Login/Password " Lse Trusted Sign-on
Uset name: | ortegadz
Passward; I etttk
V¥ Remember my password
™| Butamatically login
Server host name: |
Server port number: I
Languane: I j
[~ Connection identified by a calor
Connestion colar — |
Mew Delete APy | Revert
Web Client
1. To launch the Web client you will be given the URL for the production link prior to the Go Live date, the
link below allows access to the developmental environment only.
https://servicecenter.it.northropgrumman.com/sc
2.

Type your complete user name, (email account) and secure password. (John.doe@vita.virginia.gov)

a minimum of one each. ServiceCenter keeps 13 passwords before allowing a repeat, each password
must be reset every 90 days there is no minimum reset requirement.
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3. Click the Login button to authenticate.
a ServiceCenter - Microsoft Internet Explorer provided by Northrop Grumman Corporation ;Iilll
&

File Edit ‘Wiew Favorites Tools Help
@Back - Q - @ @ \J_h|pSearch *Favorites @| D/"}' :;, E - J ﬁ ‘3

Address @ htbp: {63, 175,65, 29 sc findex. do

€. Peregrine

SYSTEMS,

| Login
ERIED Be

N> k= |Links »

Login: I

Password: I

Language: IEnglish |z|

Login I Cancel I
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4. After successful authentication, the following screen will appear:

3 ServiceCenter - Microsoft Internet Explorer provided by Northrop Grumman Corporation ;Iil.:

File Edit ‘iew Favorites Tools Help |

GBack - J e \ﬂ \El] __;\J|/..-\JSearch “i'\'f:’Fa\-'orites {‘\(| < ‘-\,’- E - ﬁ ‘f‘

Address |(&] http:fj63.175.65.29/scfindex. do | Go |Links :

€. Peregrine

SYSTEMS.

Main Menu: williarm. larmpie@vita, virginia, gow

Main Menu: william.lampie@vita.virginia.gov K =

@ (A Favorites ang " logout

s Menu navigat L ® ke A
wfommre - ServiceCenter Bl &

Utilities | Maintenance

~ Enquiry

Query the svailable knowledge

Quickly log 5 resolved issue, or
records for solutions or ideas.

start a new call record.

Take New Calls m Search Knowledge Base

rQueues

=" View Work Queues
E Use pre-defined inboxes to

auickly find your workload

4] | ol |

Note: The screen also contains tools for system navigation located to the left of the logout button.

System Navigator - The System Navigator is a navigational structure that can be expanded and
collapsed to view ServiceCenter® menus, tables, fields, forms, and other integral components.

Editor — The editor utilizes menus and tabs for navigation similar to previous version of
ServiceCenter®:

Fast View - Fast views are stored on the shortcut bar (the list of icons on the far left of the screen).
When you create a fast view, the view minimizes to the shortcut bar where you can access it when

you click its shortcut bar icon. Note: Windows client only.
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Perspective — Perspective is a new feature that allows an end-user to customize one or more views
to provide all of the data and tools needed to complete a ServiceCenter® task. ServiceCenter® has a
default perspective that is standard for accessing ServiceCenter® forms and data. Note: Windows

client only.

There are six major activities surrounding a Call or Incident ticket. Those activities are:

Opening a Call or Incident ticket
Searching / querying tickets
Updating tickets

Suspending Incident tickets
Resolving Incident tickets
Closing Incident tickets

Tips to remember:

1.
2.
3.
4. When searching for a ticket enter the ticket number if known, select a ticket status of Open,

o o

Always remember to look for the correct system generated message after you update a process.
Read each screen to ensure that you are in the correct Location, Incident Queue vs. Call Queue.
Always Resolve the ticket before you Close the ticket.

Closed, or Either, if unknown.
To change the status to Suspend or Un-Suspend, click the Details icon at the far top right of page

For the Helpdesk Analyst the CSA follows the same process as the normal ticket process. After the
Incident has been saved you must click the Notification tab to input the CSA information.

When the term (ticket) is used in this document it may refer to a Call or Incident ticket.

HDS_ServiceCenter6.xServiceDeskTrainingManual_20070404_Final_1.0.doc Northrop Grumman Private/Proprietary Level 1



VI

expect the best

NORTHROP GRUMMAN

OPERATING DOCUMENTATION

Document# | VITA - HDS — 0040
Revision Date 2007/04/04
Version Final 1.0
Pages 10 of 49

Images and lIcons:

List Options

List OpHons %
Ehprint List
&;i}.'?-‘Refresh List
@Mndiﬂl Columns

|'£|E><|:|Dr‘t to Text File
Sa'.'e List az Inbox

%PNEW

1 View All Related

Reminder to provide Journal update

Microsoft Internet E ]|

1 'I_., Flease provide an update,
L

Detail Options

Detail Options =

%}Set Reminder {IEI

Q%Suspend Incident
I%F'rint Recard
I%Clnne
_;__;P'age Li=t
&Luukup Cause
ﬁ?.Find Solution
4 Related
& CThange Categary
Fiadd/Edit Contact
@‘Jiew Alert Log
;gﬁenerate Maintenance
%Create Hot Mews

Click print icon below to print a single ticket.

Y |Siluist Qnil
E
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Lesson 2: Opening a Call Ticket

1. Click the Take New Calls icon located on the ServiceCenter editor.

; ServiceCenter - Microsoft Internet Explorer provided by Northrop Grumman Corporation - |5 |_2
File Edit ‘“iew Favorites Tools  Help | :,'
b A T i . i
e Back - = I \ﬂ \El] __I.\J | 7 ! Search \‘/'\? Favorites {‘} | = E - _] i 1 ‘f‘
Address |(&] http:fj63.175.65.29/scfindex. do | Go |Links :

€. Peregrine

SYSTEMS.

Main Menu: william.larmpie@vita, virginia, gov

a D‘F Main Menu: william.lampie@vita.virginia.gov =1
@ (A Favorites anc “d logout B
@ Gy Menu navigat - c 2]  —_— ".‘;;..F"
I|‘| |-
ServiceCenter i ST

Utilities | Maintenance

 Emquiry

Query the svailable knowledge
records for solutions or ideas,

Quickly log = resolved issue, or
start a new call record.

Take New Calls m Search Knowledge Base

rQueues

=" View Work Queues
E Use pre-defined inboxes to
guickly find your workload

4| | ol |

The screen shown on the next page will appear:

Note: The red triangle in the top left corner of any text box represents mandatory data.
Use the Fill Form tab located at the right corner of each text box.

2. Fill out the appropriate information in the Call Detail tab. The Contact, Location, Agency, Call
Detail and Description are mandatory. To enter the required data, use the Fill Form tab located
at the right corner of each text box.
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3. The Contact Name is associated with the email account (john.doe@vita.virginia.gov). To filter
your search you may begin with the first name, (john), to filter even further (john.d), after
entering the Caller Name field, click on the fill form icon located to the right of the text box. You
must make your selection from the list of names provided by your search.

4. If there is only one name associated with the contact information the form fill will auto populate
the caller’s information.

5. Click the Submit button when the mandatory information has been filled in. A message at the
top of screen will indicate that the Call has been added.

¥ Peregrine

SYSTEMS.

|Main Menu: caluin.clark@ngc.com| Mew Call =

New Call =
® cancel | & Undo g Submit ﬁ Close O‘ Firnd Dﬁ Fill =
MNew Call Q
Call 10 CALL11423 Status: Cpen - Idle
Handle Time: 000z 27 Call Owner: calvin.clark@nge com
Call Detail | Resalution Detail |L0cati0n.l"Dept. Cretail |Contact Cetail |
Who to contact Call detail
Contact for this call: r : Category: F
Create calvin.r.clark@ngec. com E software =7
Incidert Full Marne: Caluin Clark Subcategory: enterprise &
Room: nfa Product Type: Canneckivity =3
- Prablern Type: (- =3
Botifvle v [ermail |z| SR Lt WCCC-FUNCTIONAL ADMI|+
Ernail: calvin.r.clark@nge. com Severity: 2 - Major -
=" which location SLA Title: —EE
E Location: rVNNG.-"SZSS EE Setvice Contract: Il
Show .
Related Ticket Source: Telephane -
Agency: Configuration Iterm: E Q
'Who the callis for Type:
Thiz call i for: Model:
Find
Solution Full Marne: [T Gritical €I [~ Pending Change
[T Total Loss of Service
‘Who reported the call
Reported By: I
Add/Edit E
coFadt Full Harme:
Description:
Cause codat I
Testing the Take Mew Call for User Training Manual, d
|

6. The Call Ticket is now saved in an Open-ldle Status.

7. To locate the new ticket you will have to search in the Call Queue.
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a ServiceCenter - Microsoft Internet Explorer provided by Northrop Grumman Corporation - | = Iil
File Edit View Favorites Tools  Help | ﬂ"
- £ - / ( I i | - 2 <
Q- © - 1) B (3] Dovet Froonee @3- 1 W~ L B
address @ http: i63. 175,65, 29/scfindex.da | Go |Links »
% Peregnne Evolve Wisely"
SYSTEMS.
|Main Menu: william.Iampie@uita.uirginia.gou| Call: CALLIO134
Edh-_nﬁ Call: CALL10134 @l@l
[?‘ Favorites and Dashbo « 0K | % Cancel % Clone Save| & Undo ﬁ Cloze O‘ Find DE Fill @ Clocks B E
t‘a Menu navigatigib Call ID Status Unassigned Contack Harne
» CALLID13S Open - Idle false a.cargill@virginiadot.org
Call: CALL10134 =
Call 10 CALLID134 Status: Gpen - Idle
Call Owner: williamn. lampie@wita.virginia. ¢
Call Detail | Adtivities |Reso|uti0n D etail |Required Actions |Re|ated Records |Hist0rl,l |Attachment |
Wheo to contact Call detail
Contact for this call: ra.cargill@uirginiadot.o Category: = =7
Full Harne: Alphonsa Cargill Subcategory: rernote access =3
Raorm: I Product Type: pn =]
I_ Problem Type: conneckivity =i
Natify By: [errai E‘ Assignrnent: MET-FIREWALL-SUPPT |
Ernail: a.cargill@virginiadot.org Severity: 3 - Medium b
Which location SLA Title: =
Location: rVNVDOT.-"S‘u E Service Contract: 3
Address: 1560 el Ml Sloeah Ticket Source: Telephaone
Configuration Ttern: I E‘
suffolk VA 23434 Tupe: |-
UNITED STATES Model:

[~ Gritical CI [~ Pending change
Agency: [T Total Loss of Service

Who the call is for

This call is for: a.cargill@virginiadot.org

{I I _}I Full Narne: Alphonsa Carqill LI

It is important to provide as much information as possible throughout the lifecycle of the
NOTE] ticket.

Each individual update may be found by first clicking the Activities tab then clicking the

Historic Activities or Journal Update tabs.
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8. A system message will be displayed at the top of the page indicating the Call has been updated.

-} ServiceCenter - Microsoft Internet Explorer provided by Northrop Grumman Corporation - |ﬁ| |5|
File  Edit “iew Favorites Tools  Help | al‘
@ ( L ; 8| .
@ Back - O - @ @ ;h | p Search NFavorltes @ | E:_{' =1 E - ﬂ .'ﬁ
address |@ http:/{63.175.65,29)sc/index. do | Go | Links >*

Q Pereg!lng Call CALL10134 has been updated.

|Main Menu: wiIIiam.Iampie@uita.uirginia.gou| Calli CALLIN1S4 =

Edhﬂ Call: CALL10134 @@

[?‘ Faworites and D ¥ oK | ® Cancel| {F Previous b Hext % Clone _. Save |4F Unde ﬁ Cloze O, Find DE Fill @ Clocks a=lhc
= % Menu navigation CALLI100FS Closed falze a.cargill@virginiadot.arg ;I
CALLIO0OFF Clased falze a.cargill@virginiadet.org
LB Calllou=us CALLI1O00S0 Clased falze a.cargill@virginiadet.org
LB Contacts CALLI100SZ Clozed false a.cargill@virginiadot. org
|_B Incident Que CALLI00SZ Closed false a.cargill@virginiadot.org
LB Location CALL100S94 Clazed false a.cargill@virginiadat.arg
CALLIOIOZ Closed falze a.cargill@virginiadat.arg

LB Password Cl

TRy PN S T P PR NN PR U TRNT ST SO S

o

Search Knoy
e call: CALL10134
[ g System Bull
LBTake MNew | Call ID: CALLiD134 Status: Cpen - Idle
Call Cwner: william, lampie@vita, virginia. c
Call Detail | Adtivities |Reso|uti0n Cretail |Required Actians |Re|ated Records |Hist0rl,- |Attachrnent |
Who to contact Call detail
Contack for this call: ra.cargill@uirginiadot.o Category: raccess [E
Full Narne: Alphonza Cargill Subcategary: rernote access =i
Foom: MiA Product Type: pn =l
[} Problem Type: connectivity =i
plotifvle v femail [¥] Assignment NET-FIREWALL-SUPPT | ¥
Email: a.cargill@wirginiadat.org Severity: 3 - Medium -
Which location SLA Title: ™ =
Location: rVNVDOT.-"S‘tl E Service Contract: E
Addreszs: Ticket Source:
1700 Horth Main Street gEl=phons
Configuration Itern: I
Suffalk VA 23434 Type:
UNITED STATES Madel:
al I el _ - - e R—— -l
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Lesson 3: Searching/Querying an Incident Ticket

1. To begin a basic search, click on the View Work Queues icon located on the ServiceCenter editor to
find the ticket.

3 ServiceCenter - Microsoft Internet Explorer provided by Northrop Grumman Corporation - |ﬁ| |5|
File Edit  View Favorites Tools  Help | :,"
- " = T = = %
@Back - L) - |x ,;,: T /_]Search \‘,/\( Favarites E}| = .9_’] - ﬁ ,‘"i
Address [&] http:flocalhost:B080}scfindex.do Bl k= |L|nks (S snaalt 1=
€. Peregrin
eregrne
Main Menu: williarm, larmpie@vita, virginia, gov
= d’" Main Menu: willi Jdampi vita.virginia.gov A
@ [ Favorites and Dashboards i legout h
= G Menu navigation L] ( t [ o — =
I|'| = ""T
L Call Queus ServiceCenter A= 5
Lgy contacts ome to ServiceCenter
LB Incident Queue
Utilities | Maintenance
LB Location
—E i
LB Password Change nauiry
Ly seareh Knowledge Take New Calls Search Knowledge Base
[ @ System Bulletin uickly log a resolved issue, or uery the avsilable knowledge
start & new call record. records for lutions or ideas.
[y Take Mew Calls
—Queues
= View Work Queues
E Use pre-defined inboxes to
auickly find vour workload
4 I | | |
@ menu. gui. DEFALILT |\—J Local intranet

Note: You are now in the Incident Queue.
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2. To continue the basic search click the gray search box located directly below the Incident Queue.

File Edit  Wiew

Favorites  Tools  Help

eBack - J - \iLl \El] __l\J | /..\JSearch \;‘\'/ Favorites 6‘3

- M- ) B

| &

’%ddress I@ https:}63.175.65.29)scfindex. do

B ks >

GDingCvI j| |Cl search + | F2 S0 1 blocked | A% Check = ' Autolink =

| futoFil g options 4

& Pereg!img Mo records selected

Main Menu! calvin.clark@ngec com

Incident Queue: Open Incidents Assigned To Me x
Incident Queue: Dpen Incidents Assigned To Me

@ back Q§?‘ Refrash

Incident Queue

ito

Switch Inbax

Starting Lists

By Qwner

By Assignrment Group

Refrash List

Count Records

Note: See next page

AEd=EES

Incidents
Gurrent Inbosxi IOpen Incidents Assigned To Me Izl
k= Incident IC Categoary Praoblemn Type Severity Status SDU Assignee Brief Description
Search
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3. If the ticket number is available enter it into the text box and click search. If you do not have the
ticket number click the search button.

Note: Enter the prefix IM it must be in Capital letters, you may also enter the numbers only.

File Edit View Favorites Tools Help | :f
e Back - -J e \ﬂ _h /__) Search \51'( Favorites {‘3 | <] :?_ E - _J ﬁ '3

Address [&] hitps://63.175.65. 29)sc/index.do | B s |Links »
Google - I j| |Clszarch ~ | Fo &)1 blocked | AEC Check -~ “A, Autolink ~ o AutoRil jg Options ¥

. Peregrine

|Main Menu: calvinclark@nge com| Cisplay Which Incident Tickets? x

Display Which Incident Tickets? N S

@Back E‘I’New 4 Search j_ Clear @8 Restore DE Fill O‘ Find =

Basic Incident Search |Advanced Search |IR Query |
Search for Incident Tickets Where:

Number: [
carmpany | [¥ SmartSearch?
Alert Level: - Contract: -
Category: =i Status: -
Subcategory: =] Owned By: =il
Product Type: =i Prirmary Azgn Group: -
Problern Type: =] Aszignes Marme: =]
SLA: - Severity: -
Contact Mame: =i User Priority: -
Contact Location: = .

Problermn Management Candidate I
Alternate Mame: =]
Manufacturer: - I_ SDU's unable to fix
Class: = [T Total Loss of Service

Fisx that is:

Cost Center:

X . {~  Permanent {& Temporary = Either
Configuration Itern:

[&]

v Primary {~  Secondary i~ Either f» Open = Closed {~  Either

"Assigned Azt rTickets that are:
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4. The basic search by incident, IM10007 or 10007, see the highlighted gold bar on the next page.

¥ Peregrine

SYSTEMS,

Main Menu: calvin. clark@ngec.corn | Update Incident Murmber IM10097 =

Update Incident Number IM10097 o=
v 0K | #® Cancel i Previous JF Mext Save | < Undo @ Cloze o\ Find |—ﬂa Fill gy Clacks
Incident Cpen Update . L Prirnary -
D Time Time Status Category Brief Description Cpened By Assignmant
11/21/06 11/28/06 DEADLINE - - - R MET-ENG-
P IM10097 15:00:30 15:10:19 ALERT network Customer cannot logon from home using ¥PH, wayne.williams @vita.virginia.gow SUPPT-0
11/22/06  11/29/06 DEADLINE h T h . A DiEg-DESKTOR
IM10102 09133126 09124115  ALERT zoftware word docurnent iz locked under Crystal Johnston account williarm.lampie@uita.wirginia.gow TEAM
11/22/06 11/29/06 DEADLINE Fegquest have laptop configured for remote VDEM dial up . . . - DEU-DESKTCP
IMi0ioe 10i12:10 10512117  ALERT hardware access, keith. collieri@vita. virginia. gov WITA CENTRAL
IMi0i07 11/22/06 |11/29/06 | DEADLINE telecornms :\:ynglta;t‘ijnegrrrel‘:dg?ix:rlgf:r;ac(:hleczin;icc‘rkfzgt:iesl:moll:nc‘b keith, collier@vita, virginia. gov L)
=/ 10:31:17 10:31:18 ALERT today? WITA CEMTRAL
YT —T————— T |
s
IM10097 | Ticket Status: OpEs =
Incident Title: Ik:ustomer cannot logon from heme using WRHN,
Incident Details | Cormpany Specific Information | Activities | Contact | Asset |Attachrment | SL& | History | Alerts |Related Records |Billing Informmation
Motification
Alert Status: DEADLIME ALERT Swner: wayne.williarms@vita, virginia. gow
Category: [ Prirnary Asgn Group! NET-ENG-SUPPT-0 -
Subcategory: lan ] Assignee Marme: n
Product Type: Tan connectivity B Second Asgn Group: -
roblern Type: rpb Hot Ticket: Total Loss of Service:
Probl T n n L | f
Manufacturer: Unknown - Saverity: 2 - Normnal -
Class: B User Priority: Medium -
Contact Tirme: ]
Cause Cade:
Contract Site: I
Company: iy Ticket Source: Ernail
Contact: calvin.r.clark@ngec.com Phone / extension: 2047867339
Incident Description:
Feustomer cannot lagan from home using WPM, ﬂ
-
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5. The Advanced Search is optional, click the Advanced Search tab, to use dates as a search criteria
enter the dates. Open After: 11/21/06 and before: 12/12/06 click search again.

Note: There are additional search filters in the Advanced search tab and IR Query.

Display Which Incident Tickets?

i:ﬂ Back E]‘ New

Basic Incident Saarch |Advanced Search IR Query

Openad After:
And Bafore:

|11721/06
[1271270¢]

:I'H I

El

Last Updated after:

And Bafare:

By

And Before:

Byt

I
I
I
Closed After: I
I
I
I

Location!

Search Which Site: I

Date of visit: m

b

Technician:

< gearch L cClear E Restore 1 Fill J\ Find

~Hardware Details

Platfarm manuiacturerl

Serial Humber:

Model:

Operating Systerm: Deta

Operating Systern:!
0% Version!

ilg

Service Laval/Pack:

Manufadurer:
Unit:

Serial Hurnber:
Third Party References

Company:

Humber:

Failing Component Details

[ [

Fie Edt View Favorites Tools Help
OBack b > B ﬂ Ig ;‘|/.- Search “f_?__’ﬁvorl:es {7’| = = o - J ﬁ “:i
Address [ €] https:/j63.175.65.23)sc/index.do = e |unks
Google - | [ [Glsearch ~ | g8 Dblocked | 4 check ~  utolik - []autoril @ options
€. Peregrine
- SYSTEMS.

‘—_

Main Menui calvin clark @rge.corn | Display Which Incident Tickets? =
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Note: The screen below is the result of your search; notice the Open Time column below.

Favorites  Tools  Help | :;'

';':.f—' il - ﬁ -ffi

File Edit View

GBack - d - \ﬂ \ELI __l\J | /.. ) Search \‘/\'/ Favarites €‘T|

Address I@ https:f{63.175.65, 29 scfindex. do

Rl [ |Links =

GDingCvI j| |Clsearch - | 50 Ehiblocked | A Check = o Autolink - ] AutoFil [ Options
€. Peregri
gS YSTEMS.
Main Menu: calvin.clarki@ngec com | Update Incident Mumber IM10097 =
Update Incident Number IM10097 % =
v OK| 8 Cancel |4+ Previous||[dd Mext | save 4 Undo ﬁ Close Q Find '_ﬁ Fill @ Clacks E E
Incident Open Update . L Primary -
e Tirne Tirne Status Category Brief Description COpened By Assignrant
11/21/06 11/28/06 DEADLINE : e cofiTh s virain NET-ENG-
P IM10097 15:00:30 15:10:19 ALERT nehwork Customer cannot logon from home using YPN. ¥ 9%  cuppT-0
11/z22/06 1i/z9/06 DEADLIME H e H 5 P DGS-DESKTOPR
IM10102 09:33:126 | 09:34:15  ALERT software word docurmnent is locked under Crystal Johnston account william. lampie@vita. virginia.gov TEAM
11/22/06 11/29/06 DEADLIME Request have laptop configured for rermnote WVDEM dial up . . . — DEU-DESKTOR
IMi0108 10012110 10:12:17  ALERT hardware accass, keith, collier@vita.virginia. gov WITA CENTRAL
My blackberry is not working (the sensor for the scroll
11/z22/06 1i/z9/06 DEADLIME p q H 5 H 5 P DEU-DESKTOP
IM1i0107 10031117 10:21:18  ALERT telecarnmms Ig:zlatcl‘z::jt being read), Any chance I can pick up a new keith, collier@vita,virginia. gov WITA CENTRAL
sasnoine |usennzoc locinioe coneniea |l
s
IM10097 | Ticket Status: o =

Incident Title: I}Customer cannot logon from horme using VPN,

Incident Details  Company Specific Information |Acdivities | Contact |Asset |Attachrnent | SLA | History |Alerts |Related Records | Billing Information

Notification

Alert Status: DEADLIME ALERT Swner: wayne.williams@vita, virginia. gov
Category: Tﬁetwork Primmary Asgn Group: NET-EMG-SURFT-0 -
Subcategory: lan p Azsignee Mame: p
Product Type: Tan connectivity B Second Asgn Group: -
Problern Type: rpb il [T Hot Ticket: [T Total Loss of Service:
Manufacturer: e - Severity: 3 - Normal -
Class: 0 User Pricrity: Medium J o
Contact Time: @
Cause Code:
Contract: Site:
Company: iy Ticket Source: Ernail
Contact: ralnin v rlark @nae cnm Phone / extension: LFEEELELTY LI
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Lesson 4: Updating an Incident Ticket

1. To update an Incident you must first search for the Incident number.
2. Next click the Activities tab, below the Activities tab click the Action/Resolution tab.

3. Select the Type; use the drop down arrow, next fill in the Corrective Actions edit box.

4. Click the Save button.

/) ServiceCenter - Microsoft Internet Explorer provided by Northrop Grumman Corporation 18] x|
File Edit Wiew Faworites Tools Help | :;'
) N e ' T 2
GBack > B \ﬂ \ELI i) | P Seatch 5. Favorites { = il - iﬂ ._\“
Address I@ htkp: //63.175.65.29)scfindex. do j Go | Links **
P .
€. Peregrine

Main Menu: william.larpie@vita.virginia.gov | Update Incident Murnber IM10019 =
=% &8 | Update Incident Number IM10019 ="

@ A Fav v OK | # Cancel 4 Previous| dk Mext Save| 4 Unde ﬁ Close q Find '_ﬂ Fill @ Clacks =z
X
= fé Mer Incident IC Qpen Time Update Tirme Alert Status Category Brief Description ;I
PMOO04 10/02/06 06:52:17 10/02/06 D6:56:12 updated hardware This iz in incident created in DEV iteration 1 - MSP Mode
% IMi0001 10/15/06 13:07:48 10/12/06 13:46:43 alert stage 1 hardware Refresh this old blackberry
IMi0020 10/23/06 16:126:54 10/23/06 16:43:30 alert stage 1 network Lan/¥an outage
IMi0022 10/23/06 16:33:21 10/23/06 16:458:30 alert stage 1 hardware Open Mew Incident frorm problerm/request
IMi0021 10/23/06 16:29:32 10/23/06 16:45:30 alert stage 1 rmainfrarme  new incident test using submit function
IM10023 10/23/06 16:39:45 10/23/06 16:55:30 alert stage 1 mainfrarne  Create Initial Mew Incident
ImMioo0g 10/16/06 16:54:25 11/01/06 10:54: 31 DEADLIME ALERT access Testing the Mew Call to Mew Incident Function
b Imi0O019 10/20/06 13:37:56 10/20/06 13:53:20 alert stage 1 access Problem with ¥PN access 1
-
rs
IM10019 | Ticket Status: Open I—
Incident Title: IProbIem with VPN access
Incident Details | Campany Specific Information |Adivities Contact | Asset |Attachment | SLA | History |Alerts | Related Recards |Billing Information
Motification
Action / Resolution | Site Wisit | Journal Updates | Historic Activities
Corrective Adions: Type: I’Anall,lsis.n"Research E‘ I— S0l unable o fix
TEST UPDATE FOR INCIDEWT TICKET, CC@NGCl :I
=
Solution: [T candidate for Knowledge DB? Resolution Code:
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5. A system message will display at the top of the page indicating the incident has been updated. The
saved data can be found by clicking the Historic Activities.

4} serviceCenter - Microsoft Internet Explorer provided by Northrop Grumman Corporation =1
File Edit  Wiew Fryorites | Tools  Help | e
= i ) — n . =
\ \ e ’ 3 L\
GBack L P B x® ,,: T | /.jSearch \?/\( Favotites €3| =" E A ii 'ﬁ
Address |g"| http:ji63. 175.65.29)5¢ findes. do B> L= |Links *
QP '
ereg!:lsr;!g Incident IM10019 has been updated by william.lampie@vita.virginia.gov.
|Main Menu: william. lampie@vita.virginia.gow | Update Incident Number IM10019
3 ,-f"’ Update Incident Number IM10019 W S
= E:‘T"r Fav v 0K | # cancel| {F Previous JF Next Save | 4 Undo ﬁ Close O\ Find ’_ﬁ Fill @ Clocks T E
= Ea Mer Incident ID  ©pen Time Update Time Alert Status Categary Brief Description -
EMO004 10/02/06 06:52:17 10/02/06 06:56:12 updated hardware This is in incident created in DEV iteration 1 - MSP Mode
IM10001 10/15/06 13:07:48 10/18/06 13:46:43 alert stage 1 hardware Refresh this old blackberry
1M10020 10/23/06 16:26:54 1042306 16:43:30 alert stage 1 network Lan/Wan outage
IMi0022 10/23/06 16:33:21 10/23/06 16:48:30 alert stage 1 hardware Open Mew Incddent from problem/request
IMi0021 10/23/06 16:29:33 10/23/06 16:45:30 alert stage 1 rmainframe  new incident test using subrit function
IMi0023 10/23/06 16:39:45 10/23/06 16:55:30 alert stage 1 rmainframme  Create Initial Mew Incident
IMiooos 1016406 16:54:25 1101406 10:54:31 DEADLIME ALERT access Testing the Mew Call to Mew Incident Function
b IM10010 10/20,/06 13:27:56 11/01/06 15:12:55  updated access Problem with ¥PN access L]
-
-
| IM10019 | Ticket Status: T =
Incident Title: IDrobIem with VPN access
Incident Details |Companl,l Specific Inforration |Actiuities Contact |Asset |Attachment |SLA |Histor'l,l |A|erts |Re|ated Records | Billing Infarrnation
Motification
Action / Resalution | Site Visit | Journal Updates | Histaric Adtivities |
Corrective Actions: Type: r E‘ I- soU unable ta fix
=
[~
Solution: [T candidate for Knowledge DB? Resalution Code:
=
[l [0 [
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Lesson 5: Resolving an Incident Ticket

1. To locate the Incident that you would like to resolve, search the Incident Queue.

“Zj ServiceCenter - Microsoft Internet Explorer provided by Northrop Grumman Corporation

=T

File: Edit Wigw Faworites Tools Help

|

eBa(k - - |ﬂ IELI \_;‘J | /:j Search '-_?/r‘:( Favorites €&3| 2 - :f EH - _J - o ey 8

Address [&] hitps:jfe3.175.65.29(sc findes.da

=l BEdso |unks >

Google - ~|| [C] search  ~ Popups okay Check ~ "5 Autolink - £ Autcfill Options
og]

€. Peregrine

SYSTEMS.

| Main Manu: caluin.clark@ngc.coml Updste Incident Mumber IM10SE9 =

E = uUpdate Incident Number IM10569

e s, DAFAERET 01/29/07

| IM10569 | Ticket Status:

Incident Title:

resalued snftware testina inrcident o

Work in prograss

Itest pager notifications

="
@ Ca F || v ©OK| | # cancel| i Previous| | I Maxt save | | Undo||FE Reselve| |3 Find =7 Fill| (@) clocks o= &=
=
- o PR P e R 17 09iam ALERT Taanmas treraay Test DO WIaFa@UIT. BIrgINE. gou HELFUESR -]
01/23/07 01/30/07 DEADLIMNE o ; : e uirain _ _
miosar o3 23007 e aonel e netwark This is a trial test for today brenda.batkins@vita. virginia.gov MET-NCC-1
01/23/07 01/20/07 DEADLINE
imiosiz pLAEE07 o=t ERE inquiry test for us brenda.batkins@vita.virginia.gov  ADMIN
01723707 01723707
imiossa  JLAESA0S SaiEses alert stage 1 inquiry 2nd atternpt. bryan.drake@vita.virginia.gov FIELD EMG.
12714706 01/2%/07 MET-DATA
imiogxs  LEATAA0S A resaclved netwark Metwork Cutage (Master Incident Ticket)  calvin.clark@ngc. com el

Faluin.clark @oac. cam

CPP-5¥S SUPPORT |

Incident Details  Company Specific Informmation | Activities | Contact |Asset |Atta(hrnent |SI_A |H|stm-,- |A|Erts |Related Recards |Billing Information
Motification

Alert Status: DEADLINE ALERT Cwnar: TIF helpdesk

Category: 'a((ess Frimary Asgn Group: CPP-SERWER ARPP L2 SURPPT hat
Subcategory: file share accass =3 Assignee Mame: bill.tysan@uits. uvirginia.gou |8
Product Type: File shaore accass =) Second Asgn Group: =
Problermn Type: File server managerment =3 M Hot Ticket: [~ Total Lozs of Seruica:
Manufacturar: Unkoown = Sauvarity: fe - Harmal E
Class: =] Usar Priority: [maiar =
Contact Tirme: [

Cause Code:
Contract: Site: I
Company: A Ticket Source: Telephaons
<l Contact: tippy. peirce@vita. virginis. gow Phone / extension: 5043712256

| 5] Bone S [menet |

2. Click the Resolved button.

3. Click the Action/Resolution tab to continue the resolve process.
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4. Select the Fix Type and Closure Code, next fill in the Solution text box.
C Peregrine
Main Menu: calvin.clarki@ngeccarn | Update Incident Murnber IM10390 =
Update Incident Number IM10390 =
v OK| #® cCancel |4F Previous Jb Mext E' Save| 4 Undo q Find |—’E Fill @CIocks

Nmlidleiz Qpen Time Update Tirme Status Category Brief Description Cpened By Primary Assignrment ﬂ
10/02/06 10/0Z/06 This is in incidant creatid in DEV iteration . Lo CEU-DESKTOR WITA
PMOOO4 DEiSziizT DEiSEi1T updated hardware 1 - MSP Mode T WVCCC@vita, virginia, gov CENTRAL-WITA-O
12/07/06 12/12/06 DEADLINE . _ I
P IM10390 13:58:21 15:46:52 ALERT network MCI Dutage in Morthern ¥a. annie.stevens@vita.virginia.gov HELPDESK
1z/07/0& 12/07/06 . n . A
IM10388 14:02:5% lei0i10 alert stage 1 hardware Mew Title bob.rmiller@vita, virginia. gowv FIELD EMG,
12/06/06 1z2/13/06 DEADLIME g ' . H 5 P
IM10332 09:23:07 09:23:07 ALERT software Miller's First Try baob.rrillep@vita, virginia. gov ADMIN
IM10293 }1"“’29""92 }?"fEZ'{EE E),EfP_,IZINE facilities therday test bob.wiard@vita.virginia.gow HELPDESK, j
-
IM10390 Ticket Status: Resolued =
Incident Title: MCI Qutage in Morthern Wa,

Incident Details | Company Specific Infarmation |Adions/Resalution | Contact |Asset | Attachrments | SLA |History |Alerts | Related Records

Resolution | Historic Activities | Site Visit

Fix Type

{* Perrnanent i Temporary

Passed Updates/Resolutions: ’7 [~ SDU unable to fix

Resolution was provided on a fault that had cccurred to a systern either by the user support assistance, by
support staff using remote support tools or by a technician attending the fault location

Solution:

Resolution Analysis Code:

[T <andidate for Knowledge DB? Closure Code: Fault

Ticket cornpleted closed |

5. Click Save, (the ticket status will change to Resolved).

Billing Infarmation

6. You may check the Historical Activities tab to ensure the ticket has been updated.

Date/Time Type Cperator
12/12/08 .
1641137 Resolved calvin.clark @ngec. com

Crescription =

Wark completed TICKET IS
RESCLWED,
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7. A system message will display at the top of the page indicating the incident was resolved. The system
will also send out a notification message.

@ Incident IM11748 was Resolved

Main Menu: calvin, dark@ngec com | Update Incident Murmber IM11748 =

=% =% | Update Incident Number IM11748

JITE
® CAF v ok | ® cancel| {F Previous| b Mext @ Reopen Save 4 Undo ﬁclose q Find |—EFiII 59 Clacks
A 4
@ % M| [T 13:45:03 15:51:23 1 B
0z/07/07 0zf07/07
IM10621 14:03:10 14:03:10 open netwark uzer unable to logon/connec to network
0z/07/07 0z/07/07 alert stage
IM10&27 16128112 18128123 1 telecomms Meeds a new phone,
0z/13/07 0z/13/07 alert stage Cereating a new call relating it to a new incdent
IM11726 1451016 16:51:45 1 telecomms | olark.c
IM14728 Ei"%?"’g; E?"%?'{g; ;ler’t 292 cess acf? password reset
P IM11748 ?Efﬁ.l:‘_"i?.? ?Efil_:‘_{:? resolved telecomms SerwviceCenter Resolve Incident Ticket
IM11748 Ticket Status: Resolued

Incident Title:

ServiceCenter Resolue Incident Ticket

e
calvin. dlark@ngec. com
calvin, clark@nge. cdn
L
calvin, clark @nge com
calvin. dark@rnge comn

calvin.clark @ngc.com

=]
CONSOLE N
NET-ENG-SUPPT-0

WVOS-WOICE-VITA
INTERMAL SR
TCS-SERVICE REQST
COMSOLE
CCC-HELPDESK PROF J

TCS-SERVICE REQST
p QsT |

E P
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Lesson 6: Closing an Incident Ticket
1. Locate the Incident that you would like to close, search the Incident Queue.
2. In the Action/Resolution tab, enter a Solution in the edit text box.
3. Click the Close button.
ﬁ Close
. fy - & %
Ll
¥ Peregrine
| Main Menu: caluin.clark@ngc.ct}?& Update Incident Murmber IM11745 =
; E B Update Incident Number IM11748 Al
@ CAaF v 0K |® Cancel|| {4 Previous||dk Next @ Reopen Save| |4 Undo ﬁclose q Find r'EFill @ Clacks p=llaE]
s E‘ér\" ———  14:5l:ile le:bli4n 1 incident Clark.c e CONSULE ﬂ
#
IMi1723 Ei{é?{g; Eg{%?":’g; ;ler’t stags access acf2 password reset calvin. clark@rgec com CCC-HELPDESKE PROF
P IM11748 25:"1154:’;;? ':gle?‘:gg? resolved telecomms ServiceCenter Resolve Incident Ticket calvin.clark @ngc.com IES’J;‘EE:ICE REHST
IM10208 ;;"Ez"?: 1?2;!3; gEEAE_::INE rnainframe 3rd test try peregrine class carmen.jacobs@uita.virginia.gov HELPDESK
IM10604 02/06/07 ozf0e/07 resolved telecornrns T1 Pricing carol.haygood@uita virginia.gov FC3-BERVICEREQST.

0%:16:51 10:1z:00

[]

IM11748 Ticket Status: Resolved

Incident Title: ServiceCenter Resolue Incident Ticket

CONSOLE

Incident Details | Company Specific Information [Adions/Rezolution | Contact |Asset | Attachments | SLA |History |Alerts

|Fezolution | Historic Activities | Site Wisit
Fix Type

Permanent Ternparar
Passed Updates/Resalutions: ® O P )

02/14/07 13:27:36 (calvin.clark@ngec. com):
Incident Resolved User service back to normal range.
Repotted problern had been caused by accidental darmage or inappropriate use of a systern

[T sDU unable to fix

Resolution Analysiz Code:

Solution: [T <andidate for Knowledge DB? Closure Code: Fault

Incident Ticket Closed service restored 2/14/07

Related Recards | Billing Information

-
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4. A system message will display at the top of the page indicating the incident has been Closed.

. Peregrine

SYSTEMS @ Incident IM11748 has been closed by calvin.clark@ngc.com.

Main Menu: calvin. dark@nge.com | Update Incident Murnber IM117458 =

Ii! :‘-?’ Update Incident Number IM11748 N S
= E;'r F v oK | # cancel| {F Previous| & Mext @ Reopen Save| 4 Undo q Find '_ﬁ Fill [;9 Clocks
® G M %dee”t Open Time _Iu_i':;\f:te Status Category  Brief Description Opened By Primary Assignment ﬂ

IM10569 E;fggfg; E?g:fg; resolvad accass test pager notifications TIP helpdesk gss;?rERVER G313 [
iosps §2/0807 OZLAOT | ocolied  access Test Vs HELPDESK TEST 3 CTCTHELPDESK ALERT
IM1i0530 gg’:g?’:g: Ef’:gg’:gz i'e"t stad®  foclities  Test call WA HELPDESK TE XSQ?{SDTIE,ESETORY
mige3y D2/08M07 DZ/0G/07 alertstage poliies  Test Wi HELPDESK TEST 3 O e
wmmran e e kmam e o |
IM11748 Ticket Status: Closed
Incident Title: ServiceCenter Resolue Incident Ticket

Incident Details | Company Specific Infarmation | Adions/Resolution  Contact |Asset |Attachrnents |SLA | History |Alerts

Fesolution  Historic Activities | Site Wisit

Fix Type
Perrmanent Ternporar
Passed Updates/Reszolutions: ’7 @ o = i [T SDU unable to fix
02/14/07 14:04:00 (calvin.clark@ngc com): d

Incident Ticket Closed service restored 2/14/07

02/14/07 13:27:36 [calvin.clark@ngc. com):

Incident Resolved User service back to normal range.

Feparted problern had been caused by accidental damage or inappropriate use of a system

Rezolution Analysiz Code: B

Solutian: [T <Candidate for Knowledge DB? Closure Code: Fault i

Al vl

Related Records | Billing Infarmation
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Lesson 7: Suspend an Incident Ticket

1. Locate the Incident that you would like to suspend, search the Incident Queue.

2. The icon on the left is the list icon; the icon to the right is the detail icon. Click the detail icon to

change the ticket status to suspend.

1 A =y A 3 T » » = 1
. . \ ) oL - . , . ) ’ . 3 I
O 2 \LLI \g £ | 7~ U8 €e = File Edit ‘Miew Favorites T ‘Address Ig‘] https: {63, 175.65,29)sc findex.do? j a Go ‘ y
- SYSTEMS,
Main Menu: calvin.clark@nge corn | Update Incident Murmnber IM10491 =
E! 7%, Update Incident Number IM10491 =

m CAF " OK| ® cancel 4 Previous| JF Mext save| 4 Undo EResolue q Find |—ﬂa Fill 59 Clacks
ot

06: .09:43  |ALERT | 'umemes e [
@ % M 14:06:25 17:09:43 ALERT
01/23/07 02/16/07 Ao R "
IM10507 08:38:32 10102112 rezalved network This iz a trial test for today
12/14/06 01/29/07 Metwork QOutage (Master Incident
L0415 h5.emiae 14119:02 eecles metvork riat)
01/22/07 0z/14/07
IM10476 09134133 13132126 resalved access cza test
01/22/07 02/0&/07 h h
IMi0477 09138110 15128101 resalved ingquiry test cza
P rrioasy 9122007 01728707 DEADUNE inquiry  testcsa
IM10491 | Tickst Status: opan

Detail Dptions =

B %Set Reminder j

brenda.batkinz@uita.virg @S‘Jspendﬁddent
%Print Rec J

calvin.clark@nge comn
calvin, clark@nge carmn
calvin.clark@nge com

calvin.clark@ngc.com

Incident Title: ItESt csa

Incident Details | Company Specific Information |Activities | Contact | Asset | Attachment | SLA |History Alerts |Related Records | Billing

Hotification

Alert Status: DEADLIME ALERT Swner calvin.clark@nge corn

%Clone
[EPage List
&Lookup Cauze
&.Find Solution
4 Relsted d
4 Change Categary
Hadd/edit contact
@View Alert Log
gGenerate Maintenance

%Create Hot News

3. Next click the Open Calendar icon, select the ticket suspend date and time.

Incident Mumber: IM10339

Reactivate Time: I

E]
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4. Click the OK button to complete the suspend process;

the ticket is now in a suspended status.

” -\ ~% o - . ; 3> -
i i Ml > B \ﬂ \ELI | v File Edit ‘iew Favorites T Address I’.cj https://63, 175,65, 29/scfindex. do? j a Go ‘ ;'f
FYSTEMS, TITTIUF YT ITd5 DEET UPUdleEd Uy CATvTITL. LTarK WiTgL, COTIT.
Main Menu: calvin, clark@nge comn ®
E :‘n“ Main MenuClark, Calvin I =
® CaF| v oK |® cancel O Find =7 Fill
x4
el ncident Management - SUSPEND
“You are about to SUSPEND the operations of this Incident, To proceed you must provide a date when you wish the incident
to become active again, A justification is required, vou may amend the justification text or proceed to suspend,
? ! ? ! ! F R A} https://63.175.65.29 _10] x|
Incident Murnber: IM104901 FEbruar\; 3‘007
. . Sun Mon Tue We u FH Sat
Reactivate T : I
eactivate e l 2 g
Justification 4 S & 7 & 9 10
Ticket suzpended by calvin cdark@nge com, 11 12 13 14 15 iz
iz 19 20 21 22 23 24
23 26 Z7 Z8
“i4| rHr
T T[S [ mernet 4
Note: While in a suspended status the ticket escalation process stops.
5. A system generated message will be displayed at the top of the page.
Note: The unsuspend tab is located in the same location as the suspend tab.
TP '
ereg!.‘rl!:!g @ US/Eastern 02/16/07 12:19:58: Incident IM10491 has been updated.
Main Menu: calvin,dark@ngeccom | Update Incident Murnber IM10491 =
E ## | Update Incident Number IM10491 =
® CAF v oK | # cancel| {F Previous| dF Mext E Save| 4f Undo E Rezolve q Find |—ﬁFiII gyclocks
x4
TR i — 14:06:25 17:09:43 ALERT e R et e e g e B
IM10507 g;"‘gg""g; Eg"%g"?; resoluved network This is a trial test for taday brenda. batkins@vita.virginia.gov MET-MCC-0
IM10415 ég’:i;’:gg Ei’:fg’:gg resolued network ?_fciw;;k CUtsge)Rsteinadant calvin, dark @nge corn MET-DATA SERVICES J
IM10476 g;"‘gi".’g; E?’;;'{gz resolved accass csa tast calvin. dlark @nge. com 'SE?;;E;:OUNTS
IM10477 g;"‘gg"?; E?’gg'{gi resalved inquiry test csa calvin, clark @nge com CCC-HELPDESK PROF
P Imiogey 91/22/07  02/16/07  DEADLINE L . testcsa calvin.clark @ngc.com CCC-HELPDESK PROF ™ |
IM10491 Ticket Status:

Suspended
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LESSON: 8 Create / Edit Contact Information

Note: When adding or editing use all lower case in the contact name, (john.doe@vita.virginia.gov)
1. Click the Take New Calls icon located on the ServiceCenter editor.

Note: This process follows the Take New Call procedure, the operator determines from the caller if they
have been previously entered into the system.

., Peregrine
Main Menu: calvin. clark@ngc.com
= ;f‘-* Main Menu: calvin.clark@ngc.com i S
® CA Fa 1 lagout -
B Cigy M . c ® Company e T e S W
ServiceCenter =] e ST
ServiceCenter
Utilitie Maintanance
—Enquiryg
= Take New Calls (= Search Knowledge Base
N wickly log o resolved issue, or “IM wery the available knowledge
. start 2 new call record. records for solutions or ideas.
[ Queues
= Yiew Work Queues
E Use pre-defined inboxes ta
ickly find your workload
Wlnt | =l I»
&1 |2 |8 Irternet

Note: The red triangle in the top left corner of any text box represents mandatory data.

Use the Fill Form tab located at the right corner of each text box.

2. Next fill in the Contact for this call: enter the first name and next initial; it must be the same
as the email account. If the name is listed as tippy.f.peregrine@vita.virginia.gov, enter tippy.f

3. Click the Fill Form tab. If the contact is not listed, a system generated message will appear at
the top of the screen indicating, Cannot find related information in contacts.
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L Pereg!ln[g Cannot find related information in contacts.
| Main Menu: calvin,dark@ngc com | Hew Call =
&5 [ || New Call N S
] E;'f Favarites an || Cancel & undo g Submit ﬁ Close O‘ Firnd Dﬁ Fill i=
® G Menu navigs| New Call =
Call 10 CALL1Z453 Status: Open - Idle
Handle Time: Call Owner: calvin.clark @ngec corm
Call Detail Resaolution Detail |L0cati0n.l"Dept. Cretail |C0ntact Detail |
craste Contact for this call: ﬁilpp'a'\c— Category: &
Incident Full Marme: ' Subcategaory: =
Roorm! Product Type: &
= Prablem Type: =3
Motify By: rEmaiI E‘ Assignment: -
Ernail: Severity: —
!hich location SLA Title:
'Tr bad |v Q
E Location: Em Service Contract:
Company: WA
'Which Agency Ticket Sourca: Telephone —
Agency! Configuration Ttern: |:|= Q
(Who the call is for Type:
This call is far: Madel:
Solution Full Name: [~ Critical €I [~ Pending Changs
[T Total Loss of Service
D. (Who reported the call
R rted By:
Add/Edit S l— —
CoFvade Full Marme:
=} ipkion:
Eeeriptien Causze code: I E‘

4. Next click the Add/Edit Contact icon, see arrow above.

Note: If the Add button does not appear at the top of the screen you have not performed the
steps correctly. If the name appears in the listing below person you are attempting to add is
already listed in the data base.

2l R Mel Contack Mame Laszt Mame First Marme Phone Extenzion Departrment Company
tippy.a.pereqrine@vita, virginia. gou Paregrine Tippy VASSOTECH WITA WA
tippy.b.peregrine@vita. virginia. gou Peregrine Tippy 8041234567 WA SOTECH WITA LU
tippy. gillies@vita. virginia.gow Peirce Tippy 204-271-2256 VASSOTECH WVITA WA
tippy. peirce@wita virginia. gov Peirce Florence 8043712256 VA SOTECH/WVITA W
tippy.worrelli@vdot. virginia. gow Warrell Martha 7579252611 77 W

Note: See the Add button below for new contact; ensure that information is entered correctly!

5. Enter the complete email account, (tippy.f.peregrine@vita.virginia.gov)

6. Enter VA in capital letters for the Company: this is mandatory! If you do not enter VA your
search engine will not find the contact after it has been saved in the data base, nor will the
system allow you to re-enter the contact.
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7. Enter VITA, VDOT, DMHMRSAS, etc... for the Dept Name: Click the Fill Tab, the number of
agencies listed will depend on your search criteria.

€. Peregrine

SYSTEMS.

| Main Menu: calvin.clark@nge corn | Mo records found, you may add a new recard, =

'E* "ﬁh Mo records found, you may add a new record. L;_i\ |E

® (3 Favorites an || ¥ OK| |8 Cancel| |t add| O, Find = Fil B
® (g Menu navigs | (S ICTa Inforrﬂati“1

Business | Addrass |Conta Nurmbers |Misc |Comments |Attachments |

Contact
Contact Marne: Fm Last Mame: rperegrine—
Ernployes ID: I First Marme: Tippy
Gold Card: Middle/Suffix:
ormatio
Primary Configuration Itern| | Zla “alid From:
Company: i = Tot
Cept Mame: TT =il Uzer Type: E|
Title: - Payrall:
Group! — ServiceCenter ID: E‘
Shift: SSM/Maiden:
Email: tippy.f.peregrine@vita, virginia I_ Critical User
Manager: =i [T Reguires Entitlement
Service Contract: -
Corp Struc/Div: A/ SOTECH/VITA El
Heldesk Role: true

8. The number of agencies listed will depend on your search criteria. Select the appropriate agency.

Note: To see more agencies scroll down to the bottom of the screen, click the arrow tab.

Address |@ https: /63, 175.65.29/sclindex. do? = Go |Links »

Google - | || [Glsearch ~ | 5 [ Popups okay | %% check + '\ Autalik - | Jautoril @ @ [doptions

€. Peregrine

| Main Menu: calvin,dark@nge com | Select Related Records =

3 ||-_n?’ Select Related Records =
=) [;l‘ Favorites an @ back i
7] [a Menu navige Cept Cept Code Company Cept Full Hame
WASSOTECH SOTECH WA SOTECH
MASOTECH/ITA ITA WA SOTECH/ITA
WASSOTECHMWITA WITA WA SOTECH/VITA

alo 3
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9. Enter the contact information in the Email: text box, see screen below.

€. Peregrine

YSTEMS.

| Main Menu: calvin.clark@nge corn | Contack Infarmation: tippy.f.peregrine@vita, virginia.gov =

'B. Hﬁ Contact Information: tippy.f.peregrine@vita.virginia.gov @ B
A, Favarites an v OK| ® Cancel dh Add Save O‘ Find DE Fill BB
ot
[B Menu navig: Contact Marne Last Marme First Marme Fhone Extension Departrment Company
3 i il i Peregrine Tippy VA /SOTECH/VITA va

Contact Information

Business | Address |C0ntact Nurnbers |Misc |C0mments |Attachments |

Itippy.\c.peregrine@uita. wirginia

Contact

Contact Mame:

Last Marne: Peregrine

Employee ID: I First Mamne: Tippy

Gold Card: Middle/Suffix:

Prirmary Configuration Item',— =#lq Walid From:

Company: e =i Tot

Dept Mame: TT = Uzer Type: E‘
Title: = Payroll:

Group: grouptest — ServiceCenter ID: E‘
Shift: SSM/Maiden:

Email: tippy.f.peregrine@vita, virginia I_ Critical User

Manager: =i [~ Reguires Entitlernent

Service Contract: -

Coaorp StruchDiv: A/ SOTECH/WITA i

Heldesk Role: true

10. Enter the Last Name: first Letter capitalized Peregrine; next enter the First Name: first letter
capitalized Tippy, see the screen below.
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11. Ensure that your information is correct, if so Click the Add button.

L Pereg!lng Record has been added to contacts.

| Main Menu: calvin.clark@nge corn | Mo records found, you may add a new recard, =

'B. Hj“ Mo records found, you may add a new record. @,} |g
£ Favorites an « oK #® cancel save| O, Find DEFiII =

[FRSTEEM RN Contact Information

Business | Addrass |Contact Nurmbers |Misc |Comments |Attachments |

Contact Marne: m Last Mame: rperegrine—
Ernployes ID: I First Mame: ippy
Gold Card: Middle/Suffix:
ormatio
Primary Configuration Itern| | =lq “alid From:
Company: i = Tot
Cept Hame: STT =il Uzer Type: E|
Title: - Payrall:
Group! grouptest — ServiceCenter ID: E‘
Shift: SSM/Maiden:
Email: tippy.f.peregrine@vita, virginia I_ Critical User
Manager: =i [~ Requires Entitlernent
Service Contrack -
Corp Struc/Div: A/ SOTECH/VITA El
Heldesk Role: true

Note: The Next topic demonstrates how to Edit contact information generated from an Incident.
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Edit Contact Information (Incident Ticket)

Note: The operator received information from the customer which reflects a change to their
contact information.

1. Locate the Incident that you would like to update, search the Incident Queue.

2. Click the Contact tab. The highlighted text boxes are the common areas that require editing.

€. Peregrine

STEMS,

Main Menu: calvin.dark@nge cormn | Update Incident Nurnber IM11517 =

E l_s" Update Incident Number IM11817 ="
® A Fs v oKk B cancel save |4 Undso E Resolve O\ Find ’_ﬁ Fill @ Clocks
ot
= [a [ Incident I ©pen Time Update Tirme Status Category  Brief Description Cpened By Prirnary Assignment

P IM11817 02/26/07 16:17:41 02/26/07 23:22:28 alertstage 3 software testing editincident calvin.clark@ngc.com DEU-DESKTOP ¥ITA CENTRAL

IM11817

Incident Title:

| -

Ticket Status: Tpen

Itesting adit incident

Incident Details | Cormmpany Specific Information | Adivities Co@act Asset | Attachrnent | SLA | History |Alerts | Related Records | Billing Information

Notification

Contack Details | Address |Departrmient | Cantract Information

Contact: tippl,l.b.peregrine@uita.uirgirE‘ Griginal Call: CALL12436
Full Harme: Tippy IPeregrine
Fhone: 2047779311 Ext: I Fax: I

[~ FReported By different from Contact Name

Cost Center:

Ernail: Itippy.b.peregrine@uita.uirginia.- - Critical User:
Payrall Ma,: Reference #: I
Company: WA
Service Manager: MAMAGERL n
Service Delivery Mgr: oM 1 A
RUNES =

3. Click the Address tab to begin edit process.
4. Remove the last section of Location name, ex. VA/VITA/50 to VA/VITA.

Note: This will filter your search from the physical Location, (building #) back to the Agency name.
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€. Peregri
e eQSTSTEMS.
Main Menu: calvin.cdark@nge com | Update Incident Nurmber IM11817
= l_sf’ Update Incident Number IM11817 =
@ A Fe ' oK/ | cancel LY save & Undo E Rezolve q Find '_ﬁ Fill @CIocks B E
Tt
H R [ Incident I Open Time Update Tirme Status Category  Brief Description Cpened By Prirmary Assignment

P IM11817 02/26/07F 16:17:41 02/26/07 23:22:28 alertstage 3 software testing editincident calvin.clakk@ngc.comn  DEU-DESKTOP VITA CENTRAL

|»

IM11817 | Ticket Status: open

Incident Title: Itesting edit incident
Company Specific Information |Adivities | Contact | Asset | Attachrnent | SLA | History |Alerts | Related Records | Billing Infarmation

Incident Details

Hotification

Contact Cretails Addr@ Departrnent | Contract Information

Location: A ITA S0 E‘

Address:

ity

State: Building:
Country: e
Zip Code: Roem:

alo -

5. Click the Fill tab, located to the right of the Location text box.

€. Peregrine

SYSTEMS.

Main Menu: calvin.dark@ngc com | Update Incident Nurmber IM11817 =
=+ | Update Incident Number IM11817 ="

® CAa Fs v ok||#® cancel E Save 4 Undo @ Resolve q Find '_ﬂi Fill @Clocks E= &
St

[ [3 [ Incident ID Open Tirme Update Tirme Status Catagaory  Brief Description
P IM11817 02/26/07 16:17:41 02/26/07 23:22:28 alertstage 3 software testing editincident calvin.clark@ngc.com DEU-DESKTOP ¥ITA CENTRAL

COpened By Prirnary Assignrnent

|»

IM11817 | Ticket Status: Spen

Incident Title: Itesting edit incident
Incident Details | Company Specific Infarmation | Adivities | Contact Asset | Attachrnent | SLA | History | Alerts | Related Records | Billing Infarmation

Hotification

Caontact Details |Address Department | Cantract Infarmation

Location: EUTTA ]
Address: [“nL L

l
City:
State: Building:
Cauntry: Flaar:
Zip Code: 23219 Roorm:
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6. Make your selection from the screen below; if the Location is not present click on the Location

ID, this will organize the data in nu

merical / alphabetical order.

Address I@ https: {63, 175,65, 295 index, do?

= |Links »

'Goijglc vl j| |C| Search = | S;l |@ Popups

okay ?Check > o Autalink -

lateril @ @ [Rdoptions &

€. Peregrine

SYSTEMS.

Select Related Records =
=+ | Select Related Records

Main Menu: calvin,dark@nge com

)=
hE|
Tt
=) ta I Locati Location Mame Address City Zip Code Primary Contact Country
MITA WIRGIMIA INFORMATION TECHMOLOGIES AGEMCY
54 WITA HEADQUARTERS 110 5. 7th Street, Ground flacr, L-112  Richrmond 23219 UMNITED STATES
50 WITA RPBE 110 5. 7th Street Richrmmond 23219 UMITED STATES
3304 VITA - STAUNTON LOCATION 311 Cormmmerce Road Staunton 24401 UMNITED STATES
2459 WEMDOR SUPPORT See notes for vendar address Richmaond 23219 UNITED STATES
2782 VITA HEADQUARTERS 411 East Franklin Street Richrond 23219 UNITED STATES
2648 WVITA - LYMCHBURG LOCATION 4219 Campbell Ave Lynchburg 24501 UMNITED STATES
2186 RESIDEMTIAL LOCATION See notes for residential address Richrnond 22219 UNITED STATES
16 VITA - ROANMOKE LOCATION 3027-C Peters Creek Road Roanoke 24019 UNITED STATES
7. Remove the next section of Location name, VA/VITA/50 to VA click the Fill tab.
€. Peregri
gS YSTEMS.
Main Menu: calvin.dark@nge cormn | Update Incident Nurnber IM11517 =
E l_sf’ Update Incident Number IM11817 ="
® A Fs v oK B cancel save |4 Undeo E Resolve O\ Find ’_ﬁ Fill @Clocks ighs
Tt
H R I Incident ID  Open Time Update Time Status Category  Brief Description Cpened By Primary Azzignrment

b IM11817 02/26/07 16:17:41

IM11817 |

Ticket Status: Tpen

Incident Title: Itesting edit incident

02/26/07 23:22:28 alertstage 3 software testing editincident calvin.cladc@ngc.com DEU-DESKTOP ¥ITA CENTRAL

|»

Incident Details

Notification

Cormpany Specific Information | Adivities |Contact | Asset | Attachrnent | SLA | History | Alerts

Contact Details |Address

Departrnent | Contract Information

8. Select the appropriate Location ID.

Location: s ]

Address: L

ity

State: Building:
Courtry: Floar:
Zip Code: 23219 Roaorm:

Felated Recards

Billing Inforrnation
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Address |®;‘| https: /63, 175.65.29sclindex. do? = Go |Links »
Google - - Search = i Popups oka A Check - Autolink - | sutoRil Options z_“"
PUR b o b
QP ine
g e egs YSTEMS
Main Menu: calvin.cark@nge com | Select Related Records »
=g l_sf’ Select Related Records =
i=
H R [ Location ID Location Mame Addrass City Zip Code Primary Contact Country
WITA VIRGIMIA INFORMATION TECHMOLOGIES AGEMCY
54 WITA HEADQUARTERS 110 5. 7th Street, Ground floor, L-112  Richrmond 23219 UMITED STATES
a0 VITA RFPB 110 5. 7th Street Richrnond 23219 UNITED STATES
2504 WITA - STAUNTOMN LOCATION 211 Cormmmerce Road Staunton 24401 UMITED STATES
2459 WEMDOR SUPPORT See notes for vendor address Richmend 23219 UNITED STATES
2782 WITA HEADQUARTERS 411 East Franklin Street Richrmond 23219 UMITED STATES
2642 WITA - LYMCHBURG LOCATION 4219 Campbell Ave Lynchburg 24501 UMITED STATES
2186 RESIDENTIAL LOCATION gee notes for residential address Richmond 23219 UNITED STATES
1e WITA - ROAMOKE LOCATION 3027-C Peters Creek Road Roanoke 24019 UMITED STATES
9. Go to the Activities tab enter a Journal Update to the ticket, click the save button.
Note: If you click the save button before you update the ticket the message below will appear.
Microsoft Internet Ex x|
L] Please provide an update.
L
QP '
J ereg !]J:!g @ Incident IM11817 has been updated by calvin.clark@ngc.com.
Main Menu: calvin.clark@ngec com | Update Incident Mumber IM11817
E‘ l_s“ Update Incident Mumber IM11817 =
® A Fz v ok ® cancel Save 4 Undo g Resalve O Find |—ﬁ Fill gg Clocks T '
ot
[ R Gl Incident I Open Time Update Tirme Status Category  Brief Description Opened By Prirnary Azsignrnent
P IM11817 02/26/07 16:17:41 03/01/07 11:44:13 updated software testing editincident calvin.clark@ngc.com DEU-DESKTOP VITA CENTRAL
-
IM11817 Ticket Status: cpen ﬂ
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LESSON: 9 Create and Resolve a Customer Service Alert (CSA)

Note: Customer Service Alerts are notifications used to report significant outages or conditions that
likely have high external visibility. There are two general scenarios which may justify creating a CSA.

Note: A (Engineer declared) outage, in which case the Helpdesk Analyst follows the Call>Incident
normal routine, log pertinent CSA template information and assign the Incident to the appropriate
VITA service provider. (Do Not Click the Notification Tab for this type of ticket). The Service
Provider will fill in the Notification tab.

Note: A (Customer Request CSA), is a notification from an outside agency reporting that they
have a significant outage. Follow the same procedures above, after you save the Incident you must
click the Notification tab, click the Fill Form button, click the Search button, select the id 1
(Agency Outage), click the Down: calendar, select date and down time of the reported outage.
Click the Activities tab, select:

1. Type: (CSA Notification), for initial notification

2. Type: (Operator Update), for updates from the operators

3. Type: (Update from Customer), for updates from the customer

Fill in Corrective Actions, click Save.

When you select the (Type: 1, 2, 3) above a notification will be sent to the Watch Outage
GROUP.

You must Resolve the Incident ticket before it is closed.

If you select Close the notification is not sent to the Watch Outage group.

See Next Page for procedures
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1. Click the Take New Calls icon located on the ServiceCenter editor.

File Edit Views Favorites Tools  Help

S 2 —~ Y
@Back Ml > B \ﬂ @ __l\J | P ) Search 5 Favorites €}|

i M- K B

= Beo |tinks »

Address I@ https:ff63.175.65.29)sc/index.do

j| |G| Search - | ‘Q{J |EI Popups okay | A% Check -~ °% Autolink -

lauteril @ @ Rdoptions &

Google - |

€. Peregrine

Main Menu: calvin.dark@ngc com
## || Main Menu: calvin.clark@ngc.com

@ CA '_] logout

Utilities | Maintenance |©n Call | Change Utilities

Carmpany

*% ServiceCenter’ E— ST

 Emquiry

Take New Calls

Quickly log a resolved iszue, or

start a new call record,

Search Knowledge Base
Guery the available knowledge

records for solutions or ideas,

% View Work Queues

Use pre-defined inboxes to

guickly find vour workload

Awaiting closure

Resolved Incidents
Wiew currently resolued incidents

Helpdesk

The screen shown on the next page will appear:

Note: The red triangle in the top left corner of any text box represents mandatory data.
Use the Fill Form tab located at the right corner of each text box.

2. Fill all of the required information identified by the red triangle text box.
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3. Click the Create Incident icon, all the information will be transferred to the New Incident ticket.

File Edit  ‘iew

Favatites

Tools  Help

[

@Back - o - @ @ <h|pSearch *Favorites @| Bv .,i_\g E - \_‘J ﬁ _.‘3

Address @ https:fi63.175.65. 29)scfindex. do

e ks >

Google - |

j| Search - | @ E Popups okay | EC Check - SIS, Autolink - (] AutaFil @ @ EOptions &

€. Peregrine

YSTEMS.

Evolve Wisely™

|Main Menu: caluin.clark@ngc.com| Mew Call =

—r
:ﬁ New Call

AT

w KA

Saolution

Add/Edit
Contact

o

7, #® cancel 4 Undo g Submit ﬁclose O‘ Find DE Fill

Who to contact

Contact for thiz call:

Icaluin.r.clark@ngc.com E

Full Marne: Calvin Clark

Foorm: nia

[ ]

Motify By: [Ermail E‘

calvin.r cark@ngc com

fraincrazss El=\

Agency!

Who the call is for

This call is for:

Full Mame:

Who reported the call
Reported By:

| ]

Full Mame:

Description:

call dtail
Category:
Subeategory:
Product Type:
Problem Type:
Assignment:
Severity:

SLA Title:

Service Contrach

Ticket Source:
Configuration Item:

Tupe:

Model:

- Critical CI

[~ Total Loss of Service

Cause code:

facilities

e
i)
=

building

general facilities

general maintenance

FAC-FACILITY MAIMTEMAL

1 - Critical

o[ [E[E[E]=

| -

Telephone

4

[~ Pending Change

EE

]

The procedures for CSA are the same in the Call ticket, the procedures in the Incident vary slightly from a normal ;I

Incident ticket,|

Note: The screen on the next page will appear.

|

Ll

Note: The system generated message indicating that the Call has been added below.
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4. Click the Save button below to save the Incident ticket and relate it to the Call ticket.

File Edit ‘iew Favorites Tools Help

eBack - -\_) - \ﬂ @ _h | /.__) Search \L}':“\'( Favorites e} <] = :f E - _J ﬁ ﬁ

Address I@ https: {63, 175,65, 29)scfindex.do

= |Links »

Google - | | [Clszarch - | 52 |Ehropupsokay | 4% check « ' autolink - [ Jauoril @ @ Fdoptions &

L Pereg!lng Call CALL13138 has been added.

| Main Menu: calvin,dark@nge com | Create a Mew Incident Record =

= & | Create a New Incident Record

® Ca v oK/ | ® cancel L save 4 Undo O‘ Find Dﬁ Fill @ Clacks
® | IM13494 k Ticket Status: opan

Incident Title: IThe procedures for CSA are the sarme in the Call ticket, the procedures in the Incident vary sligh

Alert Status: Cwner: calvin. dark@nge com

Category: Facilities DT ELCTTE FAC-FACILITY MAINTENANCE|w
Subcategory: Building =i Assignee Mame: =i
Praduct Type: general facilities &

Problern Type: general maintenance =i |_ Hot Ticket: I_ Total Loss of Service:
Manufacturer: w| Severity: 1 - Critical hd
Class: = User Priority: Critical d
Contack Time: ]

Elapzed Tirme: Cause Code:

Contract: Ticket Source: Telephone

Cormpany: WA

Contact: calvin.r.cdark@nge. cormn Phene { extension: 8043431491

I~ VIR User?

Incident Description:

The procedures for C5A are the same in the Call ticket, the procedures in the Incident vary slightly from a normal ;I
Incident ticket,

[ |

Incident Details  Cormpany Specific Information |Adions/Resalution |C0ntact |Asset |SLA |Histcm,I |Re|ated Records |Bi||ing Infarmation

o] o]
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Note: The Call has been associated with an Incident.
File Edit ‘iew Favorites Tools  Help | i
OBack - \_) ™ |£| \ELI ._:\J | /.._\JSearch \‘_f'\'f:’Favorites Q“| A uil E ™ ﬁ “f‘
address |§‘| https: ({63, 175,65.29/sc/index. do = G0 | Lirks
GDCngEvI j| |Gl szarch ~ | b EPopups okay |"5«c Check = ' Autolink - L |AcoRll @) @ [ options

K .
Pe regﬂng SM Call CALL13138 associated with IM Ticket IM13494.

Main Menu: calvinclark@nge corn | Update Incident Murnber IM13494 =
5* % | Update Incident Number IM13494

@ Ca v OK # cancel Save | Undo IgResolue q Find rﬁFiII @CIocks
0 [ IM13494 | Tickat Status: open

Incident Title:

IThe procedures for C5A are the same in the Call ticket, the procedures in the Incident vary sligh

Incident Description:

Incident ticket,

KIf

Motification
Alert Status: open Cwner! calvin, clark @nge carn
Category: Facilities S (TN FAG-FACILITY MAINTENANGCE| ¥
Subcategory: building p Aszzignee Marme: ]
Product Type: general facilities B Second Asgn Group: -
Problern Type: general maintenance B [ Hot Ticket: [T Total Loss of Service:
Manufacturar: Unknown - Severity: 1 - Critical -
Class: n User Priarity: Critical J
Contact Tirne: ]

Cause Code:
Contract: Site: I
Cormpany: i Ticket Sourca: Telephone
Contact: calvinrclark@nge. cam Phone / extension: 2043431491

Frhe proceduras for CSA are the sarme in the Call ticket, the procadures in the Incident vary slightly frorm a normal ;I

[ -

Incident Details | Cormpany Specific Information |Activities | Contact | Asset |Attachrment | SLA | History | Alerts |Related Records | Billing Information

5. If this is a Customer Requested CSA, click the Notification tab to Initiate the Customer

Service Alert (CSA), and follow the procedures below.

Category=>Inquiry Subcategory>=Information Product Type>Customer Service Alert
Problem Type>reported by agency Primary Assignment Group> CCC Helpdesk Professional
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6. Forthe Engineer Declared Outage process the Call>Incident enter CSA template information,
assign the ticket to the appropriate agency, save the ticket. The Agency will fill in the Notification
tab.

.
Q. Pereg ,[lng @ SM Call CALL13138 associated with IM Ticket IM13494.

Main Menu: calvin.clark@nge com | Update Incident Nurnber IM13494

5* j?‘ Update Incident Number IM13494 =
= A v oK B Cancel Save| | Unda g Resolve q Find |—ﬁ Fill gg Clacks §=
@ Cg | IM13494 | Ticket Status: TR

Incident Title: IThe procedures for CSA are the same in the Call ticket, the procedures in the Incident vary sligh

Incident Details | Company Specific Information | Activities | Contact |Asset | Atkachment | SLA | History | Alerts | Related Records |Billing Infarmation

Motification |

lert Status: open Cwner: calvin.clark@nge. carm
Category: Facilities ST L L T FAC-FACILITY MAINTEMANCE| w
Subcategory: building n Aszignees Mame: n
Product Type: general facilities B Second Asgn Group: -
Froblerm Type: general maintenance i [~ Hot Ticket: [T Total Loss of Service:
Manufacturer: Mo w| Severity: 1 - Critical hd
Class: ] User Priority: Critical J
Contack Tirme: ]

Cause Code:

Contrack Site:
Company: A Ticket Source: Telephone
Contact: calvin.r.clark@nge. comn Phone { extension: 8043431491

Incident Description:

Frhe procedures for C5A are the zarme in the Call ticket, the procedures in the Incident vary slightly from a narmal ;I
Incident ticket,
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7. Engineer Declared Outage Only, click the Fill tab, click the search tab, select the Id, (Agency

Outage).

€. Peregrine

@ SM Call CALL13138 associated with IM Ticket IM13494.

Main Menu: calvin.dark@nge com | Update Incident Nurmber IM13494
3 % || Update Incident Number IM13494

® GA v oK | # cancel Save |4 Unda EResolue q Find |—mFi|| @Clocks

® 0 [ IM13494 |

Incident Title:

Ticket Status: Open

IThe procedures for C5A are the same in the Call ticket, the procedures in the Incident vary sligh

1d:

Drown:

Up:

Server:

Incident Details | Company Specific Infarmation | Activities | Contact |Asset | Attachment | SLA | Histary | Alerts

Motification

Drivision:
Systern:
Subsystern:
Description:

Impact:

EIE

I}Cﬁck the Fill tab to select the correct CSA id.

Felated Records

Billing Infarmatian

8. The screen below is a sample of the selections available, scroll to the bottom of the page to use
the tab arrow.

9. Click the id link 1 for Agency Outage, or the preferred selection.

€. Peregrine

= A @back
@q id

=

|H
(=

=
(=1
=]

-
=1
(g

-
=1
(X3

-
(=]
53

Main Menu: calvin,clark@nge corn | Please select & search criteria, =

= ##, Please select a search criteria.

()=
divizion name systerm subsystern description impact. desc active dzz &
Agency Agency Agency .
Gutage |Sarser N A Sarver Server located at the agency site Agency custorners true  falze
. . WITA and all agency custorner servers
ESA EBARS MediaZ Server L [ B BT [T 2650.' WATIEES that are connected to EBARS for backup true  falze
MetBackup, manage the tape drive resources
and recovery dependency
Corrections Offender Based State
Mys . . Correctional Inforrnation Systern(OBSCIS)
MY SvEl SYSIMSPF IMS Meszage Processing region for COR ] T TRErReien Eroesssing Sreim true false
[TIPS]
MV Any state agency accessing APECS
MvSs svel SYSIMSSS IMs IMS Production for Departrnent of Social Service (Autornated Prograrn to Enforce Child true  falze
Suppor) —
MwS n n D55 Application Automated Program to
MWE vEi SYSIMESS1 IMs Message processing region for DSS Enforce Child Support (APECS) true true
M MVE Jab Entr Affects the custorners ability o submit and Cutage will affect ABC, COR, VITA, DPBE,
MY i JESZ2 rmonitar jobs as well as print output from these OS5, FSC, 5CC, SCB, TAR, TRS and VSR true true

SY51 Subsystern

jobs=,

from submitting jobs and printing output,
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10. Click the Down: Fill tab to select the appropriate date and time of outage.

Main Menu: calvin. clarki@nge.com | Update Inciden%amber IM13494 =
El* = | Update Incident Number IM13494

@ CA v' ok |# cancel Ssue| (4 Undo @Resnlue ':L Find |—EFiII gy Clocks

] ﬁ IM 13494 Tick et Status: Open
Incident Title: IThe procedures faor 54 are the same in the Call ticket, the procedures in the Incident vary sligh
Incident Details | Company Specific Inforrnation |Acdivities | Contack | Asset | Attachrnent | S04 | History | Alerts | Related Records
Motification
Id: Ilj_ f
Saerver: Agency Server
Divizion: Agency Outage
Syshtern: Mr'A
Subsystam: Agency Server
Description: Server located at the agency =it
Impact: Agency custormers
Cowrn

Up: m Click the calendar to select the Down date, you must
J change the military time clock to reflect the correct
down time. exc. 00:00:00 to 14:35:00

11. Select the Type: Fill in the Corrective actions: click the save button to complete the CSA
notification process.

Main Menu: calvin.clark@ngeocorn | Update Incident Mumber IM13494 s

5* ;ﬂ-‘ Update Incident Mumber IM13494 =

= A v oK ® Cancel save |4 Undo @Resolue Q Find rﬁFiII @Clocks
¥ | IM13494 R? Ticket Status: open

Incident Title: IThe procedures for C3A are the sarme in the Call ticket, the procedures in the Incident vary sligh

Incident Details | Campany Specific Information |Activities Contact | Asset | Attachment | SL& | History | Alerts |Related Records | Billing Information

Notification

Ackion / Resolution | Site Visit | Journal Updates |Historic Activities

Corrective Adions: Type: z‘ I— SOl urnable to fix

Cammunication with vendar -
Cperator update _I ;I
Referred
Probler Workaround Update j
CSA Motificati il

You must select the Type: and DTN

add the Corrective Actions: e
before you save the CSA ticket
details.
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12.Click the Resolve button to change the ticket status to Resolved.

€. Peregrine -
= eregsrvlsn [T, ¥CCC -- Customer Service Alert - Incident IM13494 - Initial (WATCH OUTAGE Group).

— =
Main Menu: calvin.cark@ngc com | Update Incident Hurmber IM13494 =
5* ;ﬂ’ Update Incident MNumber IM13494 ="
® A v OK | # cCancel Save |4 Unda E Resolve q Find |—E Fill gg Clocks i=
® % [ 1IM13494 | Ticket Status: Ty

Incident Title: IThe procedures for CSA are the same in the Call ticket, the procedures in the Incident vary sligh

Incident Details | Company Specific Information | Activities | Contact | Asset |Attachrnent |5LA | History |Alerts |Related Records |Billing Information

Motification

Action { Resolution |Site Visit [Journal Updates | Historic Activities

03/22/07 11:16:44 (calvin. dark@ngec com): E& -
The CSA notification has been zaved, process for CS5A NOTIFICATION COMPLETE. Wou MUST RESOLVE THE

CSA BEFORE wOU CLOSE IT! The Reszolve button notifies the Managers and zelected individuals that the CSa

has been changed to a resolve status. If you skip this step they will not be natified.

The CSA has been saved, to Resolve click the RESOLVE button

Note: The screen below will appear after the Resolve button has been selected.

13. Click the Close button to close the ticket.

€. Peregrine

SYSTEMS.

Main Menu: calvin.clark@nge com | Update Incident Mumber IM13494

5* j? Update Incident Mumber IM13494 ="
= A v OK | # Cancel @ Reopen Save| & Unda ﬁ Clase q Find |-'E Fill @ Clocks i=
® % [ IM13494 | h Ticket Status: ] b

Click the Close button to complete the process, you must provide a journal update each
time that you update the ticket.
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14. The CSA has been closed, see the steps in the Solution box below (provided as a quick
reference) only.

€. Peregrine

SYSTEME. Incident IM13494 has been closed by calvin.clark@ngc.com. Related calls will be processed normally.

Main Menu: calvin.clarki@nge corn | Update Incident Number IM13494 =

5‘ ;5? Update Incident Number IM13494 ="
= Ca ' OK | ¥ Cancel @ Reopen Save| 4 Undo q Find |—’E Fill @ Clocks B
® ¢ [ IM13494 | Tickat Status:

Closed %

The procedures for CSA are the same in the Call ticket, the procedures in the Incident vary sligh

Incident Title:

Incident Details | Company Specific Information |Actions/Resolution  Contact |Aszzet |Attachrnents |SLA | History |Alertz |Related Records |Billing Information

Resolution | Historic Activities | Site Visit

I} Fix Type
Permanent Ternporar
Paszed Updates/Resolutions: & C & L4 [T DU unable to fix
03/22/07 11:32:32 (calvin.clark@ngc corm s

Follow the process for CLOSINIG a normal Incident Ticket...
Mote the Ticket Status: Resolued
Fix Type: Permmanent Closure Code: Fault

CLICK THE Close buttan to close out the ticket,
e P O O S T S SOt OO SLpE TY TRUU TUVIN T HS Y i L
Reszolution Analysis Code: B

Solution: [T <andidate for Knowledge DB? Closure Code: Fault i

eV

b Step 1 Click the Take New Call icon (fill in required fields)
Step 2 Click the Create Incident icon (click save)
Step 3 Click Notification tab, select Down: calendar input date and time (click save)
Step 4 Click RESOLVE, you must provide an update, (clicksave)
Step 5 Click Close to completely Close ticket (only when the resolution has been provided) =

Note: Remember to change ticket status to Resolve hefore you Close the ticket.

4 2]
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Ticket # Date Status Description
20019 12/25/06 | suspended Awaiting vendor support

Notes:
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